SECTION 2.0
TELEPHONE TECHNIQUES

2.1            It may seem strange to the uninitiated to find .a section on
telephone technique in the forefront of a manual on public safe-
ty communications. If so, it serves to indicate how much a part
of our everyday lives the commonplace telephone has become.
It is because of this public dependance on a household instru-
ment that the public safety operator must be more aware of the
telephone's importance.

2.2            The telephone is the most available and, therefore, the most
important means of access the citizen has of obtaining the serv-
ices of a public safety department. It is the primary LINK be-
tween professional and nonprofessional communications.

2.3            The telephone is the fundamental method of communications
within a department and is the chief means of informal or un-
formed messages between departments.

2.4            When you lift the receiver of your telephone you are about to
meet someone, to engage in a conversation as important as a
face-to-face visit, and YOU are the department.

2.5            ANSWER  PROMPTLY. Treat  each  call  as  an emergency.
Place yourself in the place of one who may be ill or suffering
from fear or panic. Every ring for that person is an eternity. Try
to answer within three rings.

2.6            IDENTIFY YOURSELF AND YOUR DEPARTMENT. This
insures the caller he has placed his call properly and calms the
party who may require assistance.

2.7            SPEAK  DIRECTLY INTO THE  MOUTHPIECE.  This in-
sures that you will be properly understood and will not waste
time  repeating  information.   Speak   UP!   Don't   swallow your
words.

2.8            OBSERVE TELEPHONE  COURTESY.  A calm, competent,
decisive voice that is courteous will never antagonize the caller.

2.9           TAKE  CHARGE  of the conversation.  After the initial ex-
change, and you sense the need of the calling party, cut off su-
perfluous wordage by leading the call into meaningful context
by asking questions as to who, what, where, when. Be courteous
but firm.

2.10          TAKE ALL INFORMATION. Write it down. Never leave any-
thing to memory.

2.11          EXPLAIN WAITS. Explain why it will take time to check for
information and that you will call back. A party waiting on a

21represents his department.
